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ABSTRACT

Companies are investigating how they can extend existing business process through the
implementation of mobile computing solutions. Deloitte has developed a model which can
describe the evolution of mobile solutions within a corporate setting. This chapter adopts a
case study approach to investigate the adoption of a mobile solution within an Australian
company and classifies the implementation as per the Deloitte model.

INTRODUCTION

If we can make a $500 handheld device to do
the same thing as a $4,000 laptop, we've
saved a ton of money. (Billy Wang, Business
Development Manager, CocaColaCorporation,
M obile Planet, 2004)

Mobility, as used in the context of technol-
ogy, can be described as the ability of users,

systems, or data to perform or participate in
information-processi ng taskswithout being con-
strained to afixed location. Although the pos-
sibleapplicationsincorporating mobiletechnol-
ogy have been well documented, the actual
realisation of theseapplicationshasonly beena
recent phenomenon. There have been a num-
ber of key enablers which have facilitated this
realisation (Dedo, 2004). Paavilainen (2001)
suggests that the specific characteristics of
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mobile devices contribute to the ease of use of
these devices and the subsequent expansion of
mobile markets. Convenience, instant connec-
tivity, ability to personalise a device, and the
independence of time and location are cited as
the characteristics of these mobile computing
units. It wasbeen predicted that duetotherapid
expansion of high-speed mobile services, by
2007, 60% of the U.S. population will receive
mobile data, an increase from 2% in 2001. The
Cellular Telecommunicationsand Internet As-
sociation (CTIA) expectsthat the most popular
Internet access devices will be mobile and
wirel esstechnol ogies, surpassing PCs(Strategis
Group, 2001).

Another contributing factor isthe advent of
enterprise systems, in particular enterprise re-
source planning (ERP) systems. These sys-
tems have provided the necessary infrastruc-
ture for companies to move towards “best
business practice” while at the same time pro-
viding real-time access to information. This
access, originally only availableinternally via
desktop PCs, has now been extended to Web-
based applications and to mobile computing
devices. Many of these ERP systems have
incorporated technol ogy and scenariosto assi st
with the interaction with mobile devices.

IMPACT ON ORGANISATIONS

A number of industries already feel theimpact
of mobilecomputing devices(Varshney, Vetter,
& Kalakota, 2000). Inuniversities, mobiletech-
nology infrastructures are being implemented
so that students can access academic data-
basesfrom any campuslocation (Willard, 2000).
In government, police and criminal justice
organisations use mobile computing technol o-
gies, asthey need mobileaccesstoinformation
for law enforcement. In police organisationsin
the U.S., mobile computing terminals are used
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for accessto federal, state, and county records
in order to facilitate auto registrations, sum-
mons, and warrants of arrest (Seaskate, 1997).
These are also used for online offence report-
ing. In arecent study of the impact of these
deviceson the organisation, these mobile com-
puting terminal senabl ed better communication
among officers, increased the availability of
information, and have been found to have a
significant positiveimpact on officers’ job sat-
isfaction (Agrawal, Rao, & Sanders, 2003).
Gartner (Casonato, 2001) found in a survey of
212 respondents who had implemented mobile
technol ogy to support “ business-to-employee”
scenariosthat the main benefitswereincreased
employee productivity, followed by cost reduc-
tion and cost management, new information
channel, and experimentation.
Intheserviceindustriesthat involveproduct
delivery, for example, itisexpectedthat mobile
inventory management systems used to track
the location of goods help improve delivery
times and customer service. United Parcel
Services has been an early adopter of wireless
technology, using radio transmitter technology
intrucksto send package delivery databack to
the central UPS network, so customers can
track package delivery inreal time. It recently
invested $100 million to upgrade and consoli-
dateitswireless network to Bluetooth technol -
ogy in order to reduce operating costs. In a
recent survey conducted among business-tech-
nology professionals, improved mobile tech-
nologies, businessapplications, and lower prices
arefactorsthat drivethe use of mobiletechnol-
ogy in business. The benefits cited by those
surveyed were: increased employee communi-
cation and data sharing, increased employee
productivity, improved customer service and
sati sfaction, easier collaboration with business
partners, and increased access to corporate
datafor decision making (Ewalt, 2004).
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